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ABSTRACT 
Currently, user involvement is adopted widely among companies and 
organizations. This is because the focus of designing and innovating services and 
products has shifted from design to the customer.  
With respect to approaches to user involvement in the service innovation process, 
there are many, and these can be implemented based on the different situations of 
different companies it terms of developing products and services. This research 
seeks to explore practical methods of user involvement in the service innovation 
process based on user motivation and the general background of the project. The 
research question of this study is:  
What methods of user involvement can be used or developed in order to 
effectively enhance the outcome of the service innovation process?  
The study was conducted alongside the FUAS “Virtual Campus” project, and data 
describing the general background and user motivation was collected through 
semi-structured and in-depth interviews.  
The results from this study show that the motivation of most users for 
participating in the service innovation and development process is related to the 
following aspects: knowledge enhancement through involvement, heterogeneous 
cooperation, improvement in ability, acceptance from the outside, and a joyful 
experience. The interview results were reflected in the literature review whereby 
the following methods can be used to effectively enhance the outcome of the 
service innovation process: Co-creation, Idea Generation, and the Design Game 
Method. 
 
Key words: user involvement, motivation, user-centric, virtual campus, service 
innovation process, co-designing, co-creation, communication  
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1 INTRODUCTION 
1.1. Research Background 
User-centric design and user participation play a significant role in product and 
service development, since customers are seen as the most critical factor that 
influences product innovation. Many companies and organizations nowadays seek 
customers’ ideas, opinions, comments and their knowledge about designing 
products or services, in order to become more commercialized and competitive in 
the market. This has been caused by the incremental shift of focus from the 
firm-centric to customer-centric perspective (Sheth, Sisodia, & Sharma, 2000). In 
the traditional approach, the innovation of products was conducted through a 
research and development department in a company or organization, and the 
workers in the design process were very much focused on technology without 
consideration of the external market (Tamara Dvorak, 2013). Conversely, 
“customer co-creation” has now superseded the former approaches to innovation 
and the “outsider” has been brought into the development process. This is an 
evolution brought by changes in the needs of people, where customers have been 
placed at the centre of the changes based on the significant value and resources 
they can provide to the innovation process.  
According to Stickdorn/Schneider (2010-2013, 64), integrating stakeholders or 
users as early as possible into the product development process is a key factor in 
achieving successful service design. This is because users who have been 
involved in the project development process from the analysis to implementation 
phases, particularly in the early decision-making stage are more likely to accept 
the operational system (David Avison, Guy Fitzgerald, 2006, 79). It is frequently 
the case that when a system has been developed to the final operational stage the 
users are not fully committed to the system. For example they may feel that the 
system takes away their previous joyful experiences of working independently, or 
that it will make their job more demanding and less efficient (David Avison, Guy 
Fitzgerald, 2006, 79). In this situation, the “People” cause the problem even 
though the system is technically viable and usable. 
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In addition, from the service innovation and management point of view, it is vital 
to include users in the development process from the beginning, and thereby 
derive, develop, and fulfil customer needs and requirements through producing 
the exact products and services instead of manufacturing the products based on 
the lowest common denominator perspectives (Hippel 1988b; Baldwin, et al. 2006; 
Fagerberg 2006; Hippel et al. 2006; Hippel 2006). The lowest common 
denominator perspective means “products or services are less than perfect 
regarding a specific purpose, but on the other hand can be used by as many as 
users as possible” (Dan Saugstrup, 2008, 1). 
From the earlier literature review in this field, former studies have described the 
relationship between involving users in the product development process and 
achieving more friendly and effective interactive systems through exploring 
customers’ work practices and their attitudes towards using the current system 
(Stephanie Wilson, Mathilde Bekker, Peter Johnson and Hilary Johnson, 1997). 
Since there are many issues related to implementing techniques involving users 
into practices and facing the challenges brought by the conflict between end-users 
and system designers, many studies have offered insights into these problems. For 
example Bekker M.M & Vermmeren A.P.O.S (1993) published Developing user 
interface design tools: An analysis of interface design practice; and 
Communications of the ACM, 31(11), (1988), (1288-1298) published The 
designer as users: building requirements for design tools from design practice, 
both which provide a survey focused on design practices.  
However, since the motivation and attitudes of customers, as key constraints 
related to their willingness and decisions, influence their behaviour in taking part 
in the innovation process, there still remains a need to conduct further study that 
focuses on determining the important factors that lead consumers to share their 
ideas actively in the innovation process or the inhibitors that restrict their 
cooperation. Grudin (1991b) conducted a survey and interviewed approximately 
two hundred interface designers regarding the benefits and obstacles of user 
involvement. Through his study, it was clearly shown that obtaining access to 
users and motivating them are critical challenges for an organization to implement 
user involvement in their product development process. 
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           Figure 1-1: Obstacles and benefits of user involvement (Grudin, 1991b)  
1.2. Motivation  
This study explores the motivation of users in participating in the service 
innovation process and seeks to identify suitable and practical ways of involving 
users in this process and thereby enhancing its outcome. The foundation of this 
study is the exploratory discipline, which has the aim of exploring a phenomenon 
or situation in order to identify background information that gives support to 
conducting descriptive and explanatory research.  
Since the study was carried out with the FUAS “Virtual Campus” Project in 
which the organization aims to build a future E-learning environment based on 
users’ needs and requirements, it was vital to consider the opinions, ideas, 
suggestions, and motivation of users to participate in the project at the beginning 
of the development process. This motivation provides the fundamental concept for 
the service designer to “understand, regulate and support human behaviour” from 
the social psychology point of view (Stickdorn/Schneider, 2010-2013, 300). It not 
only allows individuals to see themselves as the driving force in the innovation 
and design of better “user-centric” services, but also provides greater opportunity 
for service designers and thinkers to articulate customer voices through 
visualizing and codifying their experience of the existing system and their 
expectations about future products.  
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1.3. Research Question and Objective 
Specifically, the research question for this study is: 
What methods of user involvement can be used or developed in order to 
effectively enhance the outcome of the service innovation process?  
There are a number of ways of involving users in the service innovation process. 
Generally, user involvement is not about working with the project development 
group as an outsider. In this “pseudo-participation” scenario, users are not at the 
centre of design and are not playing an active role in the system development 
process (David Avison, Guy Fitzgerald, 2006, 79). The best way recommended by 
advocates of the participative approach is that users and analysts work as a group 
or team rather than playing the roles of experts and non-experts, where in this case 
the former is usually only responsible for presenting the “hyper-knowledge” of 
system while the other receives “invisible” information and coordinates with the 
system analysts by imagining the technical world. 
As previously described, this research was carried out with the FUAS “Virtual 
Campus” project; therefore the results of this study will be more focused on the 
specific needs of an organization. For example it seeks to identify the most 
beneficial component of the E-learning environment from the students’ 
perspective and whether they are interested in learning using web-based platforms 
or whether they prefer the traditional way of learning, such as learning in the 
physical classroom and with face-to-face teaching methods. From this information 
a future E-learning environment can be built based on their expectations which 
can support them and provide better assistance in learning through a set of 
user-centric designed IT-enabled services.  
This study utilizes qualitative interviews with potential users of the future 
E-learning environment to collect the primary data on their opinions, ideas and 
suggestions regarding the current E-services provided by the school, personal 
experiences of working with the service innovation project, recognition of user 
involvement in the innovation process, and motivation for taking part in the 
project development process. The secondary data related to theoretical approaches 
 
 
8 
of motivation, user involvement approaches, and other issues related to user 
involvement will be mainly gathered from the literature review since some 
sources provide support to categorizing data and provide guidelines for analyzing 
the findings and constructing the results of the research. 
The purpose of this research is to obtain the information concerning the current 
situation of conducting the project and the “energisation and direction” behind the 
users’ behaviour. The objective of this study is to answer the research question 
based on collecting and analyzing data and thereby provide assistance to the 
project group from the user involvement perspective in the future development 
process.  
1.4. Structure of Thesis  
The study consists mainly of three parts. The first part presents the theoretical 
background of the roles of users in the innovation process, communication tools 
which affect cooperation between users and designers, and approaches concerning 
motivation such as Needs, Task involvement versus Ego involvement, Extrinsic 
and Intrinsic motivation, Cooperation, Competition, and Individualistic goal 
structure and so on. The second part starts by conducting a qualitative interview in 
order to collect information from users and then analyze this data. The third part 
considers the practical level of user involvement by examining the main findings 
extracted from the analyzed data, in order to construct the final results and thereby 
answer the research question. 
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                            Figure 1-2: Structure of Thesis 
1.5. Organizational and Project Background 
FUAS (Federation of Universities of Applied Sciences) is a strategic alliance that 
consists of three different local Universities focused on Applied Sciences in 
Finland, namely HAMK, LAMK and Laurea and has the aim of providing study 
opportunities and services for all students across the three schools. “Virtual 
Campus” is one of the projects of FUAS and was started in 2010. The purpose of 
this project is to establish a virtual learning and working environment for students, 
teachers and working staff among the three schools. The campus is an E-learning 
environment where physical, virtual and social learning is provided through a set 
of E-services which range from the daily practices of the learning and teaching 
process to strategic-level pedagogical tools. The main target group of the “Virtual 
Campus” is students of the three different Universities of Applied Sciences but it 
also provides support to personnel and stakeholder uses. The conceptualization 
and formation phase of the “Virtual Campus” project started from 2010 and is 
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currently at the stage of operationalization which started in 2014. The fully 
functional E-learning campus will be achieved sometime after 2016. 
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2 LITERATURE REVIEW 
This section describes the related issues and presents the findings of previous 
studies focused on motivation and user involvement in the service innovation 
process. As previously described, user participation in the system development 
process cannot be ignored, and nearly all companies and organizations try to 
involve their customers in the design process in order to produce products based 
on their needs. Therefore, understanding clearly the basic concepts behind roles 
and responsibilities of users at different stages of the innovation process and their 
preferred approach to communication will help organizers to understand the best 
ways of involving and guiding them to produce “high-quality” performance based 
on their creations. The selected theoretical approaches to motivation described in 
this section will provide support when analyzing data collected through individual 
interviews as described later in this study. Moreover, methods of user 
involvement will be reflected in the final conclusion chapter, with conclusions 
drawn based on the analyzed data in order to answer the research question.  
2.1 Roles and Responsibilities of Customers in the Service Innovation Process 
In an example described by Bodil Sanden (April, 2007), BMW launched a toolkit 
a few years ago on their website with the purpose of taking advantage of customer 
ideas about how to improve their in-car online services through telematics. Based 
on 1,000 responses from customers who used the toolkit, the company selected 15 
individuals and invited them to meet the engineers in Munich, Germany. The 
result of this business activity showed that not only were those customers happy 
because their ideas had been accepted by the professionals, but also the company 
was considered, from the public perspective, as being customer-focused and 
human-centered. Through this example, we can see clearly that the roles of 
customers in product innovation, development, and the co-designing phases are 
significantly important for a company. Moreover, customers can create, innovate 
and contribute to a company when they are given access to appropriate tools and 
techniques (Bodil Sanden, April 2007, 10). These ideas and suggestions might not 
be realistic or practical but this example illustrates their motivation and 
willingness to help the company and solve its problems. 
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Being at the centre of the “innovation chain” for long time, customers are always 
seen as an important driver of the product and service development and the critical 
factor to determine whether “artefacts” have been accepted in the market as 
shown in the example described above (Bruce Ballantine, May 2003, 12). 
According to the report produced by Business Decisions Limited, which came 
from the project conducted by the Innovation Directorate of Enterprise DG in the 
European commission, “relating to the implementation of the Community 
Innovation and SME Programme”, more than two-thirds of organizations and 
companies indicate that they are involving customers in the four major fields of 
development: the provision of new ideas, the evaluation and refinement of ideas, 
the detailed design of new products and services, and the testing of prototypes. In 
addition, nearly half of all enterprises obtain feedback from customers about their 
produced or launched services and products in the market.  
 
                 Figure 2-1: Role of the Customer in the Innovation Process  
                   Source: BDL Survey of Companies for the project study 
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Since service innovation design is a holistic and sequenced process and customers 
are always involved in the whole procedure, therefore role of customers differs for 
each step. 
This interactive process starts from Exploration and goes through Creation and 
Reflection to the final Implementation stage. During the Exploration stage, there 
is only a small role for customers. This is does not mean that an organization can 
ignore customers at the beginning, but instead it is necessary to understand the 
goals and purpose of the project based on the culture of the organization and its 
current situation in order to design more suitable products to meet customer needs 
and requirements. After the specific concept has been identified, the next step is to 
work with all the stakeholders in an interdisciplinary team that consists of 
customers, designers, and other stakeholders. Since co-creativity is the key feature 
within this step, the main role of customers is to provide representative knowledge 
on the basis developed from the previous step and meanwhile offer feedback on 
progress in order to provide better products in the future (Eija Kaasinen, Mari 
Ainasoja, Elina Vulli, Heli Paavola, Riina Hautala, Paullina Lehtonen & Esa 
Reunanen, 2010, 33). The third step focuses on generating a good mental model 
of future service in the minds of customers which allows them to reflect on the 
prototype. When customers receive visualized ideas rather than invisible and 
intangible concepts, they are more likely to provide feedback when testing the 
prototype in order to consequently improve the work until it matches their 
expectation (Stickdorn /Schneider, 2010-2013, 132). The last step is focused on 
reviewing changes by the customer on the currently implemented service concept. 
This is significant importantly since the design group needs to include the 
emotional aspects of the generated services from the customer’s perspective. 
Customers in this step are responsible for communicating with team members and 
experts in order to evaluate and refine the services. Besides this, they also need to 
gain acceptance in the “market” based on the opinion of general users and if there 
still exist some problems, the project group should face the changes together in 
order to improve the sustainability of services.  
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2.2 Communication Tools 
Challenges to communication usually occur when people with different 
backgrounds, purposes and beliefs work together. This always causes conflicts 
between designers and end-users since they spend most of their time working in 
different situations and have different knowledge backgrounds.  
In the service innovation process, services are always visualized and explained 
through a collection of communication tools. In this subchapter, several methods 
of communication are considered which concern improving a better understanding 
between users and designers by creating common language between them.  
Co-designing and co-creation refers to activities that can provide support to 
different levels of participation. No matter when customers take part in the design 
process with “specific data” at a specific moment, they can build up services 
together with the designer. According to ServiceDesign Tools, which are the result 
from research undertaken by Roberta Tassi in her graduation thesis, users and 
other interested parties must be given some appropriate methods to express 
themselves during the innovation process. Such tools should not be limited by 
differences in national languages or the domain of the subjects. As we all know, 
the methods that people use to deal with huge amounts of information every day 
are more visualized and un-structured. Therefore, the mental model, which is 
basically the mental presentation of the complexity of the world, can create a gap 
between users and designers especially when the individual does not have 
sufficient knowledge to draw out the complex mechanisms and functionalities of 
the services to experts. 
There are many approaches provided by Roberta Tassi in her research concerning 
an explanation of co-creation. The selection of these approaches depends on 
different design situations and environments for example the target group of 
services, and the time and resource limitations in the project. This research 
considers a number of communication tools, and the reason for selecting these 
approaches is because the main target group of the “Virtual Campus” is students 
from three different schools. These students can be from different fields of study 
and have different purposes for taking part in the innovation process. Feasibility 
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and acceptability of the selected tools will be reflected in the conclusion chapter 
which describes the analyzed data collected from future “Virtual Campus” 
beneficiaries. 
The Mind map is a tool to visualize our thoughts and illustrate the connection 
between each item. It begins with the identified problem or specific area which is 
put at the centre of the design. By using signs, lines and drawings, our thoughts 
can be described as a system or a tree that has a starting point and consists of 
multiple branches. “The hand and the mind work simultaneously” during mind 
mapping (Bill Moggridge, Designing interactions, The MIT Press, Cambridge, 
2006). The following picture illustrates a mind map of ideas describing someone’s 
personal educational experience.  
 
Figure 2-2: Mind Mapping  
 
Source: 
http://www.fastcompany.com/1139331/videos-david-kelley-design-thinking 
 
The second selected communication tool is called Storytelling. This tool supports 
the exploration of service ideas (Roberta Tassi, 2009). By using simple words to 
describe personal experience and stories, a solution in the procedure can be found. 
This approach is similar to describing a day in your life. Besides that, customers 
telling the story can provide many resources and materials to build the foundation 
of the storyboard, which consists of a series of drawings and pictures that 
 
 
16 
visualize the sequence of events (Stickdorn/Schneider, 2010-2013, 186). The 
innovation group uses storytelling with their customers to make the service more 
compelling and attractive. Usually a team will often lose important information 
from customers by filtering their collected data as a result of anticipating customer 
preferences in the market. Storytelling can provide insights “within a narrative 
context” and bring users closer to the project, and can even help designers to 
re-orientate their service concept. 
 
Figure 2-3: Storytelling  
 
Source:http://www.interaction-venice.com/projects/iuav-thesis/2008n/narrative-de
sign/ 
The third communication tool is called Group Sketching. This tool provides 
support for communication among group members especially when the 
participants come from different cultures with different knowledge and social 
backgrounds (Roberta Tassi, 2009). It is particularly useful for sharing the 
insights of the problem based on individual opinions inside the team. Similar to 
the Storyboard, basic and simple drawings are used in order to create a common 
language for everyone and to encourage their participation.  
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Figure 2-3: Group Sketching 
 
Source: Democracy, What Consultants Think of Maps, Design Council 
The fourth tool is the Expectation Map. The purpose of this tool is in its name, and 
the designing group will investigate and have conversations with customers 
regarding their expectations of the services. The materials used in making the 
expectation map come from a variety of resources. Customers can draw out a 
specific area of the services from their own perspectives. It can also be used in 
exploring and evaluating the current situation of using the existing system because 
customers can put their focus on the most often used parts and thereby express 
their feelings and experiences about it. 
The other tool that can be implemented in all phases of the co-designing phase is 
called Design Scenarios. According to Stickdorn/Schneider (2010-2013, 184), 
they are “essentially hypothetical stories” and “created with sufficient detail to 
meaningfully explore a particular aspect” of the services. A problematic area of 
the existing system can be developed into scenarios in order to find a better 
solution when developing a new system or services. It can be presented through a 
storyboard or even with plain text. This tool is especially useful when the group 
consists of different stakeholders or customers because their purposes of using the 
system will be distinct from each other.  
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2.3 Interaction Facilitated by Internet Development  
With the invention of the Internet and the development of social networks, 
customers have more opportunities to choose their favourite products through 
multiple channels and at a reasonable price (Tamara Dvorak, 2013). This leads to 
companies putting their focus on producing better products and services and 
facing the changes in needs of customers at every moment.  
The interaction between consumers and organizations has been developed through 
the evolution of the Internet (Kleemann, Voβ & Rieder, 2008). According to 
Romero & Molina (2011), through the introduction and evolution of Web 2.0, 
“collaborative networks” and “virtual customer communities” enable more 
interactive communication to occur through Internet platforms. This is reflected in 
the increasing popularity of social media. “Social media employ mobile and 
web-based technologies to create highly interactive platforms via which 
individuals and communities share, co-create, discuss, and modify user-generated 
content” (Kietzmann et al., 2011, 241). Some examples of an interactive platform 
in social media include YouTube, Facebook, Twitter, Blogging, and so on, and 
these strengthen the effect of online interaction and cooperation. Many 
organizations and companies facilitate the social media community to develop 
their interaction with customers through co-designing and co-creation because 
virtual integration not only enhances the speed of talking and working but also 
reaches a large number of potential customers and fulfils their needs through the 
company’s presentation and their visualized collaboration. 
2.4 Motivation and User Involvement  
Although this increasing phenomenon in the industry forces companies and 
organizations to involve their customers in the product development process, still 
many of them face challenges in identifying the passionate hobbyist (O’Herrn and 
Rindfleisch, 2001) since they can be more motivated than professional innovators 
(Eija Kaasinen, Mari Ainasoja, Elina Vulli, Heli Paavola, Riina Hautala, Paullina 
Lehtonen & Esa Reunanen, 2010, 33). 
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From the former literature review, studies and research in this area have suggested 
that we now live in a society where individual autonomy and self-determination 
are increasingly addressed and we are more likely to define our individual 
philosophy and social viewpoints (Stickdorn/Schneider, 2010-2013, 301). 
Therefore, this is an era of doing motivation research (Reeve, 2005) and 
understanding “energisation and direction” behind user behaviour. 
According to Stickdorn/Schneider in This is Service Design Thinking, there would 
not be a dramatic change for passionate designers to deepen their understanding of 
users and empower them in the creative process because of the nature of service 
thinking is human-centric and is based on comprehensive design. Recent studies 
have revealed attempts to develop more dynamic customer journey mapping 
through highlighting the mood of users in product and service development 
(Stickdorn/Schneider, 2009). By using this “engagement mapping”, the structure 
which is focused on mapping the individual’s internal dynamic motivation 
through a six-stage continuum will help the designer to see the design of their 
service from the user’s motivational perspective and thus help evoke and 
empower users in “improving, refining and sustaining their service experience.” 
 
Figure 2-4: Range of Motivations 
 
Source: Motivational Design Personas with Internally Regulated and Empowered 
States v0.1, Stickdorn/Schneider, This is Service Design Thinking 
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2.5 Theoretical Methods of Motivation  
In this section, several selected theoretical approaches concerning motivation in 
board sense “to any internal force that activates and gives direction to behaviour” 
will be considered (Roeckelein, 1988). The reason for choosing and presenting 
these approaches is to identify the critical factors that influence motivation and 
thus will help to analyze the data collected through the interview questions. The 
theories presented here mainly focus on empowering users from different 
perspectives and these will help an organization to develop proper ways of 
involving them in the co-designing and co-creation process. The third chapter will 
discuss the generation of the interview questions.  
2.5.1 Needs 
Needs are the basic factor used to evaluate someone’s motivation. In Maslow’s 
hierarchy of needs, there are five levels that indicate an individual’s motivation 
and each level should be fulfilled before moving to the next level (Solomon et al. 
2006). Generally, when the physiological needs of people have been fulfilled, they 
may turn their focus to psychogenic needs, for example the needs of status and 
power in the social context or the reputation of the individual in an organization 
(Solomon et al. 2006).  
2.5.2 Extrinsic and Intrinsic Motivation  
Motivation research in this area indicates that education is more adaptable when 
people are motivated by intrinsic factors rather than extrinsic factors. The former 
has been defined by Ryan & Deci (2000) “as the doing of an activity for its 
inherent satisfaction rather than for some separable consequence”. In other words, 
behaviour is driven by its own internal purpose. In contrast, with extrinsic 
motivation, people will join an activity or do the things for an outside purpose; 
purpose may include receiving a reward or obtaining acceptance from others. 
According to theory articulated by Ryan & Deci (1985), when people are satisfied 
with their self-determination and competence, their intrinsic motivation will be 
displayed and this will precipitate them to participate in activities.  
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On the other hand, extrinsic motivation will also enhance participant behaviour 
because rewards from the outside are controlling but also informational. This 
means that people might feel they were placed under some kind of pressure from 
the outside and this will make them become more active in a particular way; e.g. 
information from others which indicates acceptance and praise of the participant 
will force them to perform better than normal.  
2.5.3 Task-involvement vs. Ego-involvement  
In recent years, most research in the motivation field has stated that learning and 
working in a task-involving environment are both more structured than in an 
ego-involving environment (Nicholls, 1984). As we all know motivation is a 
critical factor and influence on participants in any environment, it is vital for them 
to know their preferred way of understanding problems and generating solutions. 
When an organizer thinks about carrying out a project, study, or research or 
organizing some activities with people, it is important to consider two different 
structures when involving participants, Task-involvement or Ego-involvement. In 
light of theory proposed by Nicholls, task-involvement is where the goal of a 
person is to handle a task to prove their ability; while the other which is 
ego-involvement refers to some situations where people might evaluate their 
personal contributions compared with others. As for the results, people who have 
been involved in an activity with task-involving structure will make “fewer 
low-ability attributions for failure” because they are more likely to prove their 
abilities through their accomplishment; they will be more interested in the task 
and will perform better in order to gain success from effort (Jagacinski & Nicholls, 
1984). 
2.5.4 Cooperative and Competitive Goal of Structure  
Collaborative working methods or situations will motivate people to achieve a 
better performance towards a particular goal. As elaborated by Deutsch (1949b), 
anyone worked within collaborative structure will attain their personal goals only 
if other members have attained their personal objectives too. While within a 
competitive structure, people can achieve their goals by comparing their 
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achievements with others. Both structures work in different ways but the effect of 
implementing them is the same, which is to motivate people to contribute and 
generate outcomes. 
2.5.5 Individual Motivation versus Groups Motivation  
Generally, behaviours driven by individual motivation are more likely to achieve 
personal goals or obtain positive judgments or comments concerning an 
individual’s competence and skills. This is associated with the tendency of 
behaving proactively (Deci, 2004). However, some studies have stated that group 
motivation can also have an effect on personal behaviour and affect the 
participants to make the choice in taking part in some activities. This is the so 
called we-attention (Tuomela, 1995). Some people may do things which are 
aligned their personal needs or wants, but if the goal or objective is hard for them 
to achieve alone, they will turn to building a commitment with others by doing a 
series of activities together to achieve the desired result. However this can also 
work in an opposite way when working staffs affiliated to an organization or 
institution have a common goal and mission to obtain benefits; however, through 
the long term, they will also find that their own purpose and objectives are aligned 
to the organization. For example, employees working for a company benefit 
themselves through their personal work. In this case, group motivation has 
certainly evoked people and directed them to make this decision. 
2.6 Method of User involvement 
There are many of approaches to user involvement that can be implemented in the 
service innovation process based on the different situations of different companies 
when developing their products and services. This research has presented several 
methods of user involvement concerning the “Virtual Campus” development 
situation, under the organization’s goal and purpose of developing future 
user-centric E-services, and the final practical methods of user involvement will 
be reflected in the conclusion chapter based on the data analyzed in this study. 
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Method 1 Customer Journey Mapping  
This is the process where customers have been involved in describing all their 
experience of services and then interact with designers in order to construct their 
“journey” with the services. It helps the developing group to consider what 
happens to the users when using their provided service and what users think about 
their experience of it. This can be used to determine the functions of services that 
need to be improved and the potential obstacles which users might encounter 
when they are using those services (Advocac Unit, HSE, 2010). It provides a 
high-level for organizations to track and obtain an overview of the factors which 
influence the customer experience and then construct their perspectives about 
their services (Stickdorn /Schneider, 2010-2013, 158).  
Method 2 Co-creation 
At the core of co-creation is involving users in the innovation and development 
process. Nearly all the methods of user involvement can be implemented 
combined with the co-creative setting. One of the benefits of conducting 
co-creative exercises and work is that the most useful and valuable ideas or 
solutions can be filtered by group discussion since anyone related to developing 
services can be involved in the collaboration such as the staff from the 
organization, users, outside stakeholders, designers, and executives (Stickdorn 
/Schneider, 2010-2013, 198). Although such collaborative works can provide 
critical information to the design group, the organizer also needs to pay attention 
to some issues which might influence the “discussion” for example the user’s 
understanding of the cooperation principles built within the design group, the 
main topic of discussion and works, and the difficulties in communication 
between each group members since they are might be unfamiliar with knowledge 
in this field.  
Method 3 Idea Generation  
This method is mainly concentrated on stimulating and inspiring people to 
generate ideas concerning the developing concepts of products. Mind mapping, 
Brainstorming, S.W.O.T and Six Thinking Hats are tools that can be used in idea 
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generation. In addition to these, using virtual materials and resources and creating 
an active work without a “frozen session” are also crucial components for relaxing 
participants so they can take part in the process more smoothly. 
Method 4 Design Game  
Unlike the former methods that have the obvious goal of obtaining better insights 
through the process, the Design Game method can be used also in the co-creation 
process, however it allows a more unstructured framework and appealing way of 
generating ideas to bridge the gap between users and designers. It not only “brings 
tacit knowledge to the surface by providing tools for articulate the ideas” but also 
provides a relaxing and joyful working environment to users so that they can 
contribute more than just their expectations (Roberta Tassi, 2009).  
Method 5 Service Prototyping 
This method is designed for testing the developing services through observing the 
interaction between users by putting prototyped services in a situation that will 
occur in the future (Roberta Tassi, 2009). Through simulation of the services that 
will be experienced, important factors and problems will raised during this 
process so that the development group can put their focus on improving them in 
order to achieve the final exact “artefacts”.  
2.7 Conclusion of Literature Review  
In order to analyze the data within the context, the conclusion of this literature 
review will summarize the concepts described in each of its parts and thus help 
the data analysis and conclusion to reflect more clearly what has been considered 
in the theoretical background.  
The section in the literature review Roles and Responsibilities of Users in 
Innovation Process has provided the basic concepts for an organization to 
understand users, while the section Interaction Facilitated by Evolution of Internet 
emphasizes the importance of work through a web based platform. Both of these 
sections are not directly related to the main concepts of the research topic, but 
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help the organization to understand users and its current working situation. 
Therefore, they will not be included in the main literature review part in this 
conclusion. 
User Involvement and Motivation shows that understanding the “energisation and 
direction” behind a user’s behaviours are important factors that cannot be ignored 
when choosing the method of user involvement. Because motivation is different 
from person to person, so, the company or organization needs to observe its user 
data and the motivation of users, and thereby define suitable ways to involve users 
in the development process. 
The communication tools presented in this literature review include the Mind map, 
Storytelling, Group Sketching, Expectation Map and Design Scenarios. The Mind 
map is created by simple lines and drawings to illustrate the complex systems in 
our minds. Storytelling can be used to support the exploration of service ideas by 
asking each group member to tell their stories concerning the developed concepts 
of services. Group Sketching is particularly useful when sharing the insights of a 
problem based on the opinions of individuals inside the team. The Expectation 
Map investigates and creates conversations with customers concerning their 
expectations of the services, and finally Design Scenarios can be used to explore 
the problematic area of the existing system and thus identify a better solution 
when developing a new system or services.  
Theoretical methods of Motivation presented in this part consisted of Needs, 
Extrinsic and Intrinsic Motivation, Task-involvement versus Ego-involvement, 
Cooperative and Competitive Goal of Structure and Individual Motivation versus 
Group Motivation. The first includes both physiological needs and psychogenic 
needs. The second concerns handling a task and demonstrating ability or 
competences. The third, combines cooperation and competition structure to make 
the individual produce more in a particular way, and final one as in its name, 
refers to individual motivation such as enhancing knowledge, making more 
friends through the process and obtaining rewards from the outside; group 
motivation provides another method with leads users to identify their personal 
value.  
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Since the methods of user involvement have been presented in the context of this 
topic, and the usefulness of each of them has been illustrated clearly, in order to 
incorporate them in the final conclusion chapter in detail, this conclusion part will 
not include them with simple sentences since they relate to the main topic of this 
research.  
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3 METHODOLOGY 
This section will discuss the methods used in conducting this research and also the 
approaches for collecting and analyzing the data.  
3.1 Research Approaches  
Generally, there are two types of approaches to research, deductive and inductive. 
The former works from a general level applied to a specific area with the purpose 
of testing a hypothesis that has been developed from theory through observing a 
huge amount of data and establishing a cause and effect relationship among 
variables (S. M. Aqil Burney, 06th March 2008). On the other hand, the inductive 
research approach starts from “specific observations to broader generalizations 
and theories” (S. M. Aqil Burney, 06th March 2008).  
As the purpose of this research is to better understand the motivation of potential 
users in participating in the “Virtual Campus” and explore the practical ways of 
involving them based on selected theoretical methods of motivation and user 
involvement, this study utilizes the deductive approach combined with the 
qualitative research method to collect primary data through individual interviews. 
3.2 Research Framework  
According to the theory proposed by Margaret Eisenhard (1991) there are three 
different types of research framework, theoretical, practical, and conceptual.  
The theoretical framework is made up of different concepts, together with their 
definitions, support the researcher carry out the specific study. When using the 
theoretical framework, it must demonstrate the understanding of those theories 
and concepts that are related to the specific topic of the research. Moreover, the 
researcher also needs to generate the data collected no matter whether this is with 
a qualitative or quantitative research method, to reflect those theories and 
concepts that have been presented in the literature review section.  
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The practical framework is basically built on practical experience from previous 
studies and research. In terms of the results, the empirical findings of the research 
should guide and support the subsequent studies that will conduct something that 
has been “worked” before.  
The third type of framework, the conceptual framework, consists of concepts that 
have been chosen from previous findings and are used for investigation and thus 
foresees the relationships between them. The selection of these concepts depends 
on the logical and sequential way they will address the research problems.  
As this study aims to answer a specific research problem based on theories and 
findings analyzed and developed in previous research, and the results from the 
data collected from the qualitative interviews will be reflect the theories described 
in the Literature Review. Therefore, the theoretical framework is suitable for this 
research.  
The following picture shows the framework of this research. It starts with the 
motivation of doing this study from two perspectives, the first is former research 
limitations exploring user involvement way based on user motivation, and the 
second is the research background which has the emphasis on the importance of 
involving users in the innovation process. Then the research question is generated 
and this leads to the literature review which focuses on three aspects namely 
motivation, user involvement methods and communication methods. All of them 
provide strong support to analyzing the data collected through the interview 
questions and this will also be reflected by the results from the analyzed data 
described in the final conclusion chapter. The data will be gathered through 
qualitative interviews and after these has been presented, the analysis method 
Coding will be used to identify the most important reasons for users to participate 
in the project and some other related issues, for example, satisfaction towards the 
E-services provided by the school, personal knowledge about the E-learning 
environment, personal interests in study and work at the Virtual Campus and 
experience of designing and developing an information system so that the project 
group FUAS can clearly see the opinions, perceptions and desire of users towards 
the system they are developing. 
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All the arrows with black colour mean “direct to” while the dotted arrows stand 
for “reflect”. The final discussion chapter will compare the findings from the 
collected data with the theories and concepts from the literature review to show 
how user information which consists of general background and specific 
motivation towards the selection of practical user involvement approaches from 
the organization’s point of view.  In addition, the discussion chapter will discuss 
the importance of the findings and provide some advice about further research and 
studies in the same field or in working life.  
 
 
                                        Figure 3-1: Thesis Framework  
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3.3 Qualitative versus Quantitative 
As previously described, this study has been carried out using the qualitative 
research method combined with the deductive research approach. On the basis of 
theory described by Bryman (1988), the selection of a specific research 
methodology should be based on the suitability and feasibility of answering the 
research questions. The quantitative research method concerns gathering 
numerical data or data which can be quantified; while the qualitative method is 
designed to explore the nature of a problem by observing the phenomenon from 
collected non-numerical data or data which cannot be quantified. Since the 
purpose of this research is not to measure, count, or create a rich description from 
users’ data but instead, to explore and examine customers’ opinions, motivations 
and their suggestions and desires towards the E-learning environment from their 
own perspectives, therefore observing the meaning, definition and concept of the 
virtual learning environment and E-services from the users’ perspective was the 
main reason for choosing the qualitative research method.  
By investigating a small scale sample, qualitative research provides a deeper 
understanding of a current situation and it also allows new issues and concepts to 
be explored through methods of collecting and analyzing data such as observation, 
interview, case study, focus group and action research. As this research is built on 
exploratory study, it is clear to see that one of its advantages is flexibility. When 
conducting research by implementing the quantitative method it is more likely that 
fixed questions will be used to force the respondent to choose from specific 
answers, however conversely, open-ended questions are always utilized in 
qualitative study and these provide informants with the opportunity to think about 
the questions and then respond in their own words. Hence, this will not only take 
the researcher closer to the users, but will bring more insights about user opinions 
regarding the research through examining non-standardized data. Based on the 
intent of this research and the nature of the research question, a qualitative method 
will allow the collected data to be more meaningful rather than taking an 
anticipation-oriented approach that is driven by the researcher. Another merit of 
implementing this method is that it provides a more flexible and unstructured 
interviewing atmosphere. Once the respondent has answered some specific 
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questions, the researcher can offer some comments and also continue to ask 
questions for example questions based on how and why, to probe and seek more 
information concerning the questions answered so far.  
3.4 Data collection 
There are many versatile approaches to collecting qualitative data. Since the time 
to collect data always takes a long time, qualitative research can achieve this by 
involving a sample, which has been extracted from the whole population at the 
beginning of the data collection process. This research has selected the interview 
as the primary data collection method. The selection of sample and interview 
structure will be discussed in detailed in this section. Moreover, the degree of 
flexibility through using the qualitative method in this research will be reflected 
through the patterns of data that are generated after the interview. 
3.4.1 Interview  
According to McNamara (1999), the interview is particularly useful when the 
researcher needs to understand the story behind the participants’ experiences. It is 
helpful to gain information around a specific topic, after research has identified 
certain respondents from questionnaires, for example to obtain further information 
and opinions about the interviewees’ responses.  
Usually, the quantitative interview is more structured than the qualitative 
interview because the researcher has already defined clearly specific research 
questions that need to be investigated. As for the result, these types of structured 
interviews are more likely to obtain inflexible information because the 
interviewee has been somehow locked into the standard approach. In addition, 
using quantitative interviewing is more likely to obtain answers that can be coded 
and processed quickly while answers from the qualitative interview tend to be 
more specific and detailed. Therefore, it is important for the researcher to examine 
whether the quantitative interview is more appropriate than the qualitative 
interview in the research or vice versa. The following chapter will go through 
some of the related issues concerning the selection from the two interview 
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methods, for example is the qualitative interview make more appropriate than the 
quantitative interview in this study? Moreover, the background theory of the two 
types of interview structure will be presented in the following chapter so that 
readers can understand how the selected methods strengthen the findings of the 
data forming process. 
3.4.2 Semi-Structured and In-depth Structured Interview 
Classification of types of interviewing depend on their formality and structure 
(Johannes A, Martin B, Mattias H, June, 2007, 20). Usually, quantitative 
interviewing is more structured and inflexible than qualitative interviewing since 
it needs to “maximize the reliability and validity of measurement of key concepts” 
(Chapter 15, Interviews, Podcasts, Dublin Institute of Technology). Therefore, 
structured interview are always used to answer specific questions that are being 
investigated. In contrast, if the researcher is more interested in the interviewees’ 
points of view and wants to develop intangible benefits through their responses, 
then qualitative interviewing is always the best choice. 
Although, in qualitative interviewing, participants are more likely to express 
themselves without being restricted by specific questions and standard approaches, 
the structure of interview may also affect the results obtained. This small section 
discusses the two types of interview in qualitative research that have been chosen 
for collecting the data in this study. Since the unstructured interview has no list of 
questions that are prepared in advance, it is assumed that it is not helpful to 
generate patterns of data and discover the customers’ general motivation for 
participating in the project.  
Unlike unstructured interviewing, the semi-structured interview requires the 
researcher to generate a list of questions or identify specific topics for the 
participants. By using this approach, all the questions will be covered from 
interviewee to interviewee and the results will be composed of information from 
all of them. Another issue related to the method of carrying out this interview is 
that the customer will understand and frame of questions by themselves instead of 
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provides some exact answers to select from. Both cases indicate the flexible 
features of the qualitative interview.  
The in-depth interview is another type of data collection technique used in 
qualitative research that also helps to obtain insights from the participants through 
eliciting in depth information (Lisa A. Guion, David C. Diehl, and Debra 
McDonald, October 2011). It allows the researcher to deeply explore certain 
topics through a series of open-ended questions. Those questions always start with 
“why” and “how” and give the interviewee freedom to frame their answers instead 
of choosing “yes” or “no”. In this process, the interviewer not only needs to ask 
the questions but must also record and document their answers in order to explore 
the “knowledge” from them.  
Putting emphasis on the purpose of this research, which is to explore practical 
methods of user involvement in the FUAS “Virtual Campus” based on exploring 
their motivation for participating in the co-designing process, it is important to 
understand the different concepts and issues raised by the users and generate 
different patterns of data which contains their perceptions and opinions about the 
E-learning environment through interview questions. Therefore, qualitative 
interviewing, which has a more flexible structure and provides more insightful 
answers makes more sense than quantitative interviewing in this study. 
Since the less structured nature of both types of interviewing allows the researcher 
to obtain broad information from customers without losing the flexibility of 
asking questions, interrupting the conversation when the customer misunderstands 
the topics and recording their answers, the researcher has selected and combined 
them together to collect basic information and the respondents’ opinions about 
certain topics. 
3.4.3 Interview Question Generation  
This section describes the formulation of the interview questions. As the purpose 
of conducting this qualitative interview is to explore the participants’ interests in 
E-learning services and their motivation for participating in the product 
innovation process, the results of the interviews are critical for the organization to 
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understand the current situation of students using school provided E-services and 
the users’ expectations concerning the future E-learning environment.  
The interview consists of five parts. In order to collect comprehensive data from 
users, different types of questions are used with different purposes. The first seven 
questions are designed to collect basic information about the participants. Since 
they have been selected as a sample from the whole population, and it was desired 
to recruit people with different education backgrounds, nationalities, gender, ages, 
time spent online, and so on, the personal information in this part are assumed to 
be distinct. The next part consists of four questions with the purpose of mapping 
the current situation of using digital devices to access the Internet and school 
provided E-services, in order to find out the users’ opinions about school provided 
E-services and the reasons for expressing any bias. This will greatly help the 
organization to recognize the background for carrying out this project. The third 
part is designed to understand the participants’ personal experience of working 
online and participating in the innovation process. Since the former chapter 
Interaction Facilitated by Internet Development describes that nowadays the 
cooperation between customers and organizations is increasing and becoming 
more and more popular through online based working platforms, it is vital for the 
project organizer to consider some alternatives or techniques offers by the Internet 
evolution in cooperating with users in the development process. Meanwhile, 
through asking about their personal experience of participating in the service and 
products innovation process, the specific reasons for them to take part in the 
process can be identified and thus give support to the final selection of the user 
involvement method.  
The following part is made up of several questions with the aim of decoding users’ 
ideas about customer involvement in the product or service innovation process. 
This is also worthy of investigation since the organization needs to think about 
whether it should reward customers based on their contribution, or whether they 
will be more satisfied with the operational system because they have been 
involved in the development process. Questions will include: Do you think 
customer involvement in product development process is critical for the company? 
Will you be more satisfied with the system if you have been involved in the 
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innovation process? Do you think the customer can provide valuable suggestions 
for a company since companies already have some experts researching customer 
data and evaluating products in the market and the current situation?  
The remainder of the interview is mainly focused on exploring the motivation of 
users to participate in the project innovation process. Interviewees will be 
encouraged to specify their answers in as detail as possible because the main focus 
of this section is to understand the reasons behind their behaviour. The focus of 
this part concerns their internal and external, individual and group, intrinsic and 
extrinsic motivation towards taking part in the project innovation process. Beside 
this, they will also be asked some questions about their preferred communication 
methods since there might be some situations in which people from different 
social and culture backgrounds work together. The more information that is 
provided and, the more data from the users can be obtained, such as their 
knowledge of the E-learning environment, interest of studying and working in 
such a Virtual Campus, their willingness to join the development process and their 
personal experience of working in similar projects. This has the focus of 
developing the information system and building and maintaining the website and 
thus will to contribute to drawing the conclusions from this research.  
All the questions with all the interviewees and all the critical parts of the 
conversations will be recorded using pen and paper. The results of interviewing 
will be categorized and grouped through data analysis using different themes and 
topics.  
3.4.4 Sample Selection  
The sample selection process has been included as part of the preparation of the 
interview. According to McNamara (2009), preparation is an indispensible step 
before conducting an interview because the planner needs to maintain an 
unambiguous focus about the topic and select a proper sample of the population to 
facilitate the research study. In this section, the process of informing the 
participants and the sampling method will be discussed since each unit in the 
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population should have an equal chance of being selected to be part of the 
representative sample.  
Since the aim is to conduct a flexible and free-restricted interview and interview 
users who are willing to share information and their stories, the study has 
implemented self-selection sampling which provides a method for individuals to 
identify their motivation and desire for participating in the interview. The 
researcher provided notification about this research through emails sent to some 
students. Through world-of-mouth, many people studying and working in the 
campus were informed by this information note. After conducting short 
conversations with potential participants, the researcher chose ten people to 
participate in the interviews based on their interests, experience of working on the 
campus project, and their background knowledge of information technology. 
Since the E-learning system is also designed for outside users, for example 
visitors or learners from other universities or academies, the sample selection also 
included some people who were not studying or working at the three different 
FUAS schools. To sum up, the sample chosen from the whole population 
consisted of eight people studying and working at the campus and two people 
from outside and did not currently have a purpose for using the E-learning system.  
The approach used in this research is similar to the stratified sampling method 
because people have been divided into different strata each of which have a few 
representatives in this study. However, since the researcher did not know who 
would be willing to take part in the interviews so notification was used to inform 
people so that participants will understand the purpose of this study. 
3.5 Data Presentation and Analysis  
After the data has been collected from the interviews, it is necessary to obtain 
useful and usable information from it. According to Ellen Taylor-Powell and 
Marcus Renner (2003), “good analysis depends on understanding the data.” Since 
this research is built on the exploratory discipline and conducted by integrating 
the deductive approach and qualitative research method, raw data collected from 
the interview might be unambiguous and miscellaneous. In order to listen to the 
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“recordings” clearly, the researcher needs to “read and re-read the text” and 
extract quality data from the total information (Ellen Taylor-Powell and Marcus 
Renner, 2003). In this subchapter, the data analysis in this study is described and 
the analysis tool implemented in this research is introduced. 
According to Lantz (1993), raw data is selected information from the total 
available information and is used as the foundation for data analysis. In this study, 
the raw data gathered through qualitative interviewing with each interviewee will 
be categorized and grouped into themes and topics, so that the reader can reflect 
on the research conclusion by understanding the patterns of data that emerged 
from the interviews and the analysis process. 
The Coding analysis method which is the one of the alternatives for analyzing 
qualitative data is implemented in this study. According to Saldana (2008), the 
Coding method is often addressed in qualitative inquiry that has the aim of 
summarizing and capturing the essence of the data. The important aspect of using 
this approach is that most of the time, the researcher is undertaking summarizing 
or condensing is not only reducing the raw data. This is significant since this 
research is designed to explore user perceptions and experiences and to decode 
their motivation towards the research topic based on the grouped data with 
similarity and frequency. It is not only focused on what is said but also “in which 
way or from what perspectives” they express themselves.  
The presentation of all the grouped data is provided in Appendix C and is 
stratified across different topics.  
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4 DATA ANALYSIS AND PRESENTATION  
This chapter presents the results of the data collected from the qualitative 
interviewing. Through analysing the data, the researcher can uncover the 
phenomenon and also construct the theories and conclusion concerning the 
research question based on the generated patterns in the data and their 
relationships. 
In order to present the results more clearly, the presentation of the data is split into 
two parts: the first part consists of general information provided by the users 
about their current situation of using the school provided E-services, their 
personal experience of working online and using social media tools, and their 
personal opinions about user involvement in the product/service innovation 
process; and the second part is mainly concerned with the motivation for 
participating in the project innovation process. 
Part 1: General information 
According to the answers provided by the participants in answer to questions 
concerning time spent online on an average day and their personal situation of 
using digital devices, we can see clearly from Tables 5 and 6 that most of the 
respondents are smart phone users and they access the Internet around four to five 
hours every day. Nearly eighty percent of people use digital devices with the 
Windows operating system (Table 7) and only two of them reported using the IOS 
system. As for the school provided E-services, all the participants in the 
interviews state that they frequently used some of them (table 8) for example 
Reppu, which is the Learning Management System (LMS) of Lahti University of 
Applied Sciences, WinhaWille where students can access their individual study 
plan and enrol on courses and exams, Kyvyt.fi which is an ePortfolio service that 
provides versatile tools for building and developing a portfolio on the web, 
LAMK wiki where students and teachers can share online resources and build 
space for new knowledge together, and Office 365 outlook which helps students, 
teachers and working staff within the three schools to communicate by personal 
domain email. The locations where the respondents reported accessing those 
E-services were commonly from school using a desktop computer, from home 
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with a desktop computer, and from school or home using a mobile device (Table 
10). With respect to the level of satisfaction of users towards E-services provided 
by the school, ninety percent of participants in the interview were committed to 
them; only one student specified that some of E-services could not be displayed 
clearly on mobile devices (Table 12). 
Table 13 which describes the respondents’ experience of working online and 
using social media tools shows a clear picture that all the interviewees use an 
online working platform or social media tools more or less in their work. Google 
Drive, Facebook and Dropbox seem to be quite popular among the students. As 
for their personal experience of working on a new product or service innovation 
process with a company or organization, eight out of ten clarified that they do not 
have experience of participating such activities (Table 14). The reasons for these 
responses are shown in Table 15. Besides one person, the remainder of the 
interviewees said that they had not been informed about this activity; moreover, 
only one person said she has had acquired some knowledge about the product and 
service innovation process and the project development process, while the 
remainder thought they would be ineligible to be participate in this type of activity. 
Limited time was also found to be another important obstacle to prevent them 
taking part in the development process. 
With respect to the personal opinion of users regarding involvement in the product 
and service innovation process, ninety percent of the respondents agreed that 
customer involvement is critical for a company (Table 16). With respect to 
rewards and payment, the opinions of interviewees differed on this point with the 
responses being approximately half and half (Table 17).  
Part 2 Motivation for participating in the project 
The first question in this part starts by exploring the concepts of the E-learning 
environment from the perspective of the users. As shown in Table 18, eighty 
percent of people understand the E-learning environment as “a set of E-services 
provided by school or educational institutions that has the aim of offering better 
education through a set of IT-enabled services”. Meanwhile, they also mentioned 
that learning materials and resources should be uploaded and shared online so that 
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users can access them no matter where they are. Another important result which is 
shown in the table is that all the interviewees expressed their opinions and 
perceptions about the E-learning environment. At this point, it is helpful to this 
research to gain a greater understanding of the users’ involvement based on their 
former cognition and understanding of the topic of this research.  
Based on their different answers, the interviewees were continually asked 
questions about their interest in studying and working on the Virtual Campus. The 
results again provided a positive outcome (Table 19) where nine out of ten of the 
respondents were willing to study and work in the campus. Meanwhile, they also 
specified the reasons for their answers. As shown in Table 20, most of them 
explained that they can obtain more knowledge through online-shared learning 
resources and they can join discussion groups or social communities to further 
develop their study. Moreover, according to their answers, their learning skills 
will also be improved through online learning, and since there is no limitation of 
time and space for them to access those resources they can benefit from them 
whenever necessary. One of the students who did not display an interest in 
learning through the Virtual Campus mentioned that he was keen on traditional 
learning approaches because they make it easier to obtain knowledge through 
physical classroom and face-to-face group working. In addition, he also 
mentioned that digital services have some limitations in supporting online 
learning when they have limited screen displays or suffer from a weak internet 
connection. 
The following questions were asked with the aim of exploring the motivation of 
potential users to participate in the innovation and development process. 
According to Table 22, more than half of the participants had experience of 
working in a project which involved developing an information system or 
building and maintaining a website. By asking about their interest in participating 
in the FUAS “Virtual Campus” project innovation process, it is clear to see that 
more than half of the respondents were willing to be involved in the design 
process and contribute to the project through their personal work (Table 21). The 
motivations of the respondents for taking part in the project based on their 
opinions are grouped in the following table.  
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             Figure 4-1: Motivation of users to participate in the innovation process  
Based on the findings of the literature review and combined the Coding data 
analysis tool, the motivation of each individual is grouped based on the different 
topics that were presented as theoretical motivation approaches in the literature 
review chapter. The core findings of this section are presented in the conclusion 
chapter. 
With respect to the final two questions concerning the respondent’s preferred 
methods of communication in the development process, since some of students 
had experience working in a multi-cultural group on school projects, they mainly 
suggested that group members could use some simple tools such as marker pen, 
paper and other objects or materials available at that specific time to express their 
opinions. Since some of the students were involved in the Information System 
development process, they recalled that group working provides some methods in 
co-designing such as design scenarios and prototyping. 
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5 CONCLUSION  
This chapter summarizes the core findings extracted from the analyzed and 
grouped data. This research has utilized the deductive research approach 
combined with the qualitative research method, and so the results generated from 
the analyzed data reflect the contents of the literature review chapter. Since the 
interviews consisted of several parts on different topics, in order to present the 
condensed findings clearly, this chapter is divided into five parts based on the key 
themes identified from the participants’ responses. 
General Information  
Nowadays, the Internet has deeply affected everyone’s lives. The results from the 
interviews provide a clear picture that most of users use mobile devices to access 
the Internet and online services daily. This has become a pre-requirement of 
building the Virtual Campus. Since the project aims to create an integrated 
learning environment and to facilitate users without limited time and space, the 
organization needs to develop some mobile applications or an online system that 
has the main functions of supporting study, information searching, and online 
working. The interaction among students through these services should be 
versatile and flexible. Through the joint production and utilization of open and 
licensed learning resources shared online, students can benefit from searching and 
utilizing them whenever they need, and the method of receiving education is 
going to become more integrated and dynamic in the future.  
Using School-Provided E-services  
Students among the three FUAS schools use E-services to support their study and 
work in their daily lives. The information gathered from the interviews about the 
students’ satisfaction towards those services was positive. On the other hand, 
different opinions expressed in this part can lead the focus to being placed on the 
adaptability of services displayed on mobile devices. For this reason, the 
organization is forced to pay more attention to the feasibility and usability of 
future E-services so that they can be displayed clearly on mobile devices and can 
be used effectively to support the users’ study and work. According to Karat 
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(1997), the potential requirements and expectations of users were expressed as 
follows: “we don’t consider usability as limited to the display and keyboard 
interface between human and machine, but rather we recognize that it 
encompasses how many artefact fits into a complex work or home environment”. 
Therefore, it is apparent that information provided by users in the system 
innovation and development process is more valuable than a document providing 
guidelines and sources.  
Understanding the E-learning Environment 
Most users presented their understanding of the E-learning environment in the 
interviews. Through customer eyes, we can conclude that open and shared 
learning resources and materials are a necessary and indispensible part of the 
Virtual Campus. This leads the organization to consider in which way content can 
be spread out across various systems and gathered in a collaborative platform 
where the physical, virtual, and social learning meet together. The questions worth 
exploring are: What kind of system or software would help students to find and 
access relevant materials? What kind of web-based platform will enhance the 
collective production and sharing? How the inefficiency that exists today, 
whereby teachers need to create the content of course over again, can be solved by 
the future Virtual Campus?  
Recognition of user involvement in the service innovation process  
The term “user involvement” seems to be accepted widely among users when we 
put the focus on developing a user-centric and usable information system. 
However, not all of them had experience of participating in the innovation process 
because of a number of obstacles: information about such activity, limited time, 
former experience of participating in the innovation process, and fields of 
knowledge in this area. From this perspective, the focus of the user involvement 
process should first be clearly defined by the organization no matter which part 
they will put an emphasis on, for instance consulting end-users, designing based 
on user requirements, involving users so that they are more likely to be committed 
to the operational system, and encouraging them to take active roles in design 
activities (Sari Kuljala, 2003). After this has been done, the organization should 
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conduct research and experiments by using a matrix and investigation to identify 
their “lead-users” who are usually believed to contribute their needs and personal 
developed prototypes. These are related to the innovation process and to 
developing products or services for the project group and providing valuable 
insights in relation to the acceptance of average users in the “market” (Hippel, 
1986). By involving these identified lead users, the project group can not only 
acquire unique and useful data regarding their developing system and solutions to 
meet user needs, but at the same time, further develop accurate information 
according to the importation provided by lead-users such as trends in the use of 
the system in the future, how it can be achieved, and the method of evaluating the 
services offered by the system (Urban and Hippel, 1988). Meanwhile, since most 
of users mentioned that they were not informed by information from the company 
or organization concerning user participation, the project group should make a 
decision on whether they need to publicize and expand information about the 
E-learning environment building project so that hobbyists and passionate users 
can express their interest in providing benefits for the group. This will greatly 
enhance user opinion about participating in the service innovation and 
development process since in this study some of them thought they are ineligible 
to participate based on their different fields of knowledge and interests. 
Motivation for participating in the project 
Based on the motivation of users to participate in the service innovation process, 
the analyzed data obtained from the qualitative interviews reveals that support can 
be provided in the selection of practical methods of user involvement in the 
service innovation process, meaning “Virtual Campus” project development in 
this research. As indicated from the results of the interviews, in which “motivation” 
has been grouped based on different topics linked to the theoretical approaches of 
motivation described in the literature review, we can conclude that the following 
factors should be taken into consideration by an organization when involving the 
E-learning environment beneficiaries in their innovation and development 
process: 
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Factor 1, knowledge enhancing through involvement relates to obtaining 
knowledge about a service or product innovation process and becoming familiar 
with the project development process through being involved in the procedure and 
playing an active role in the four steps: Exploration, Creation, Reflection and 
Implementation. Understanding this motivation behind user behaviour that 
provides information and generates ideas for developing system and E-services 
might help the organization to consider and define the way of involving users 
more effectively in the innovation and development process. From this point, this 
research suggests that users or identified “lead-users” need to be involved in the 
whole procedure of designing and developing services, because not only is service 
designing a holistic and sequencing process, but users can also enhance their 
knowledge of both two aspects through contributing individual works and playing 
different roles in each step. By adopting this approach, the recognition of user 
involvement will also be improved and developed. 
Factor 2, heterogeneous cooperation means people with different knowledge and 
social backgrounds working together to achieve the final result. With respect to 
the theoretical aspect of motivation, the cooperative structure goal of motivation 
emphasizes that people will only receive satisfaction in achieving a result when 
other team or group members achieve as well. This approach works this way so 
that cooperation and team spirit will always influence and motivate people to 
generate outcomes. Many interviewees stressed their motivation as cooperation 
with experts in the field or with people from different backgrounds bring them 
satisfaction from different points of view, and co-creating is efficient and effective 
from their perspective. Thus, collaborative work in terms of user involvement 
cannot be ignored by an organization. For this reason and to partly answer the 
research question: What methods of user involvement can be used or developed in 
order to effectively enhance the outcome of service innovation process? One of 
the tools of user involvement described in the literature review, Co-creation, can 
be implemented for achieving this purpose. As mentioned above, the Co-creation 
method is particularly useful at the creation and reflection stages because anyone 
from an organization, e.g. staff, designers, executives, customers, and 
stakeholders, can work collaboratively to provide ideas or examine and evaluate 
services. Meanwhile, communication approaches such as mind mapping and 
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group sketching will greatly help to support the group members to express their 
opinions and suggestions concerning the developed concepts of services, this is 
not equal to “group discussion” but instead, through discussing proposed solutions, 
the former “general artefacts” will be filtered interactively so that the final results 
from co-creation are valuable and condensed.  
Factor 3, improvement in ability can be extracted from the analyzed results since 
nearly all the participants mentioned this aspect when they were considering their 
motivation for participating in the project innovation and development process. So, 
the method of involvement that can benefit them in managing information and 
knowledge and proposing solutions should be taken into consideration. Based on 
the findings of the literature review, the method Idea Generation is effective in 
this context. By observing and mapping the current situation and structuring the 
critical and necessary information from it, the proposed solutions to developing 
services are more valuable and useful than the document report because of some 
trivial factors that have not been investigated.  
Factor 5, acceptance from outside also seems to be important to users for them 
to contribute to the innovation process according to the analyzed data. The data 
grouped by topic, namely the Extrinsic Motivation and Task-involvement 
Structure of the process, indicates this. Moreover, data from the questions about 
receiving rewards from organizers also shows that customers prefer to be accepted 
by the outside in this way. This leads the organization to think about some 
acceptance rewards for those involved users so that they can see themselves as the 
driving force behind the innovation process and also contribute in a more specific 
way. 
Factor 4, joyful experience was mentioned during the interviews from the 
personal perspectives of the study participants. In order to make the process more 
enjoyable and productive, the organization can implement a method that combines 
interesting discussion with the role of inspiring people. The method Design Game 
might be seemed has this function.  
Overall, the goal of involving users or customers in the innovation and 
development process is to obtain their opinions, ideas and suggestions to develop 
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more user-centric services based on their needs and requirements. However, 
implementing suitable and practical methods to stimulate and inspire people to 
make a contribution is not always an invariable and fixed task. This research has 
explored the most important aspects of users’ opinions about their motivation for 
participating in the project. The answer of the research question is formulated 
based on different factors related to their motivation and general information for 
carrying out the project.  
Specifically, based on the motivation of users who enjoy heterogeneous 
cooperation; the Co-creation method can be implemented in a multidisciplinary 
team to enhance the effectiveness and outcome of the innovation process through 
collaborative work. Moreover, based on the motivation of users for improving 
competences of managing information and knowledge and proposing a solution, 
the Idea Generation method can be used to satisfy their needs. In order to bring 
users a joyful experience in the innovation and development process, the Design 
Game can be implemented for this purpose and thus to improve the results of user 
involvement. The other two factors are setting some rewards for people to 
motivate them in terms of idea generation and involving users or identified 
“lead-users” in the whole development process. 
As for the method of communication, since some users mentioned that 
prototyping and design scenarios have been used in a former Information System 
development project, therefore, both two ways can be utilized, as they are familiar 
to users in a new development environment.  
 
 
49 
6 DISCUSSION  
6.1 Scope and Limitations  
The scope of this research only considered suitable and practical methods of 
involving users in the product innovation process, therefore, the research 
limitations are related to following other studies and researchers in the same field. 
According to Christine Griffin in The Advantages and Limitations of Qualitative 
research in Physiology and Education, qualitative research has its own nature in 
that there is usually a reduced number of participators involved in the research 
process and this causes the problem that the results and conclusions from 
qualitative research cannot necessarily be of value to other studies or policy 
makers.  
The present study offers assistance to the FUAS “Virtual Campus” project 
development from the perspective of user involvement. Moreover, the information 
presented and analyzed from primary and secondary data in this research can 
support similar studies in the same field undertaken from the educational 
perspective. 
6.2 Reliability and Validity 
Reliability and validity are commonly used to test the quality of research and 
collected data. Joppe (2000) defines reliability as “…the extent to which results 
are consistent over time and an accurate representation of the total population 
under consideration is referred to as reliability, and if the results of a study can be 
reproduced under a similar methodology, then the research instrument is 
considered to be reliable.” In this research, the reliability can be measured by 
qualitative interviewing with a sample selected from the whole population from 
the researcher’s home university. Moreover, in order to include all types of users, 
namely students, teachers, working staff and outside users of the future “Virtual 
Campus”, the sample selection was conducted by extracting representatives from 
each population stratum. After collecting and analyzing all the data provided by 
the users, the results were reflected and compared with the former presented 
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theories. All the resources and materials used in this research were found to be 
reliable and can be retested with similar studies in the same field.  
In terms of validity, Joppe (2000) defined this as “determining whether the 
research truly measured” as it intended to. In another words, it is intended to 
measure how valid the results are from the research. Since the qualitative 
interviews were conducted with selected individuals from the university and all 
the critical information in the conversations was recorded using pen and paper, 
and the conclusions regarding the selected approach to user involvement as 
described in the final conclusion chapter were the result of thorough and 
meticulous data grouping analysis, thus, the elaborated findings successfully 
demonstrate the validity of this research.  
6.3 Suggestions for Further Research 
As described above, this research has bridged the gap between user involvement 
and user motivation in this field. However, the motivation of the participants in 
this project differed from person to person and the organizations which are 
developing user-centric services are also conducting their own studies from 
different perspectives. Therefore, it is suggested that customers can be researched 
from different perspectives. Since lead-users are seen as more useful than normal 
users, future research could be conducted by identifying project lead users and 
involving them in the analysis and design process. Another suggestion is that the 
methods of collecting data can be varied. For example, by using an online survey 
or investigation this will enhance the results from other perspectives. 
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APPENDIX A 
Interview Notification  
Hello,  
This is notification of an interview for research entitled “Exploring Practical 
Methods of User Involvement in the Service Innovation Process based on User 
Motivation”. The author conducting this research is from the Business 
Information Technology Programme at the Faculty of Business Studies in Lahti 
University of Applied Sciences. 
The purpose of this interview is to gain a greater understanding of user 
perceptions and opinions about the E-learning environment and their motivation 
towards participating in the innovation process of the FUAS Project “Virtual 
Campus”. FUAS is the Federation of Universities of Applied Sciences in Finland 
and consists of HAMK, LAMK and Laurea. They are currently developing a 
project called the “Virtual Campus” with the purpose of establishing a virtual 
learning and working environment for students, teachers and working staff among 
the three schools.  
The interview consists of five parts based on different topics. In summary, the 
interviewee will ask some questions concerning personal opinions about 
E-services provided by school, personal experiences of participating in product or 
service development, preferred communication methods for working and 
motivation for participating in the FUAS “Virtual Campus” project.  
The duration of interview will be approximately half an hour and critical 
information in the conversation will be recorded using pen and paper. If you have 
interest in joining this interview, please do not hesitate to contact with me and we 
can have a short conversation later to discuss some of the related issues regarding 
this research. Your participation is valuable for this research and the organization 
to develop better services in the future. I am looking forward to hearing from you 
and I hope to have a good conversation in the interview concerning our future 
learning environment.  
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Thank you for considering this email and if you have any questions concerning 
this interview or research, you can contact with me through this email address and 
I will reply to you as soon as possible.  
Best Regards,  
Yang Yaping 
Bachelor’s degree in Business Information Technology  
Faculty of Business Studies 
Lahti University of Applied Sciences  
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APPENDIX B 
Interview Questions 
The participants consisted of 5 students, 2 teachers, 1 working staff and 2 outside 
users. In order to protect their private information, each participant and their 
affiliation will not be presented here in name. 
General information 
1. Gender  
2. Age 
3. Nationality  
4. Year of study/working  
5. How much time do you usually spend online on an average day?  
6. Are you a smart phone user?  
7. Do you have some other digital devices such as a Tablet, Kindle, Notebook etc?  
And what system do they have?  
 
 
Mapping the current situation of using school provided E-services 
8. Do you know about some of the E-services provided by your school? Could 
you please specify them?  
9. How do you usually access the Internet and school provided E-service? For 
example you can say I usually access the Internet and school provided 
E-services from home with a desktop computer, or from work with a laptop  
10. How often do you access these services?  
11. Do you think the school E-services works well? And could you specify the 
reasons for your answer?  
 
Experience of working online and participating in the innovation process 
12. Have you had experience of working through an online platform/social media? 
For example Facebook, YouTube, Blogging, Twitter, Google Drive and so 
on?  
13. Have you had experience of participating in some online activities related to 
developing new ideas or products? For example, some games related to 
product creation or some challenges to identifying problems with current 
products?  
(If the person answered that he/she has never participated in such activities, 
then go on to the next question) 
14. Could you specify the reason why you have never participated in the product 
innovation process?  
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Personal opinions about user involvement in the product/service innovation 
process  
15. In your opinion, is customer involvement in the product development process 
critical for the company? 
16. If the company involves customers in their development process, do you think 
the company needs to provide some reward or payment based on their 
contribution? 
17. Will you be more satisfied with a system if you have been involved in the 
development process?   
18. Do you think a customer can provide valuable suggestions to the company? 
Because usually a company has some employees conducting analysis of 
customers and products from the perspective of the high level of the market or 
situation. 
 
Understanding E-learning and the motivation for participating in the project 
19. Do you know about the FUAS “Virtual Campus” project? Could you specify 
from where you have heard about it?  
20. In your opinion, what is an E-learning environment? What are its key features? 
For example WIFI connection, online resources, and so on. 
21. Do you have any interest in studying and working using an E-learning 
environment?  
22. In your opinion, how can you benefit from an E-learning environment? If you 
do not have any interest, then what are your reasons for this?  
23. If you have the opportunity, would you like to participate in the innovation 
process of the project? 
24. Have you had experience of working in a project with the focus of developing 
an information system or building and maintaining a website?  
25. What is the motivation for you to participate in the process?  
26. What kind of communication method do you prefer to use when you need to 
discuss with people who have professional knowledge in this area? Do you 
prefer drawing or telling the story? 
27. Do you have experience of working with different people from different 
cultures and social contexts and with different fields of knowledge? How did 
the group solve any communication problems?  
 
Thanks for participating in this interview!  
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APPENDIX C 
Tables of Data  
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